Introduction
This paper discusses a program of attitudinal orientation courses provided for with UMC, ATI to deliver the training and capacity building programs reported in this paper.
Profile of Participants
Almost 450 Assistant Managers were identified for training. All of them had been promoted from the clerical grade. Most were in the age group of 45 to 55 years, and had graduate or higher secondary qualifications. They had experience of various functions and in different urban zones through lateral transfers at 3-4 yearly intervals between departments such as water supply, assessment-collection, building, licensing, advertising, 
Strategy and Approach
Identified training needs included knowledge inputs in urban planning, principles of management, municipal governance and service delivery, as well as organization development, leadership, communication and soft skills for self-development.
The following topics had been identified by KMC: The course was designed to be for one week (six days), with of a maximum of 25 participants in each group. To assess and to reinforce learning, a 'vertical interactive' session was proposed on the concluding day, bringing in senior representatives of KMC.
After assessing the training need analysis, the training was divided into four learning units with inputs as detailed below. The second half of the course focused principally on attitudinal issues. A total of 22 courses were conducted and 426 Assistant Managers were covered. Priority was given to good coordination between the teaching faculties to assess daily progress, and each day began with a recapitulation presentation by the participants to help consolidate learning. Some other key elements were as follows:  Since the courses were residential, the group was offered morning yoga-cumexercise session, for a refreshing start to the day.  Knowledge inputs were concentrated in the first half of the day. ROY, GHOSH, CHAKRAVARTI, SOM: Attitudinal orientation of first level managers
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Overcoming Learning Barriers
Learning barriers as identified by Bhattacharya (1983) were addressed using various methods and with good results, as shown in Table 2 . 
Evaluation of the course
An evaluation of the course was conducted, as is usual, by a questionnaire survey on the final day as well as by verbal interaction 9see Table 3 ). It appears that in-service trainees awarded higher scores than those for induction courses. This may be due to their greater understanding of managerial skills required for situations faced in job situations. It also appears that behavioural subjects and faculty had greater impact than technical subjects.
Most participants were of the opinion that they could have performed better at work if they had undergone this course in the early years of their career. At the end of the week-long course, which reminded them of their own student life, participants talked about their failures, successes and frustrations in the job situation and even personal lives. Many environmental constraints surfaced which needed to be addressed by organisational interventions other than training. This made it a challenge to reorient them to a positive attitude towards service delivery.
Subsequent feedback from KMC was that after the course participants were very eager to do better in their new leadership role, and that their performance was much improved, but organisational constraints remained a hindrance to capacity building.
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Validation of Training
Post-training self assessments as well as peer group assessments were sought after one and six months.
Post-training evaluation cum transferof-learning questionnaires were given to participants, who were asked to submit the completed forms at IUM after two months. Supervising officers were asked separately about the performance of Assistant
Managers later on. Primary findings of these assessments are as follows.
 55% of participants specifically indicated that they could improve their work efficiency in managerial roles after the training.  44% mentioned that the training helped them in the work.
 62% stated that after the training they could form a good team at their workplace.
 Almost all noted that their interface with citizens was improved and 58% were emphatic that the training improved their outlook towards citizens and helped a lot in interaction with citizens at large, resulting in good service delivery.  All identified improvements in time management, and 31% specifically mentioned this element.  Participants indicated that all subjects included in the training had helped them to improve their efficiency. However, subjects like team building, communication and interpersonal relationships, values in administration, stress management, the Right to Information Act and Citizens' Charter were seen as most effective.  Supervising officers identified a significant improvement in participants' approach towards service delivery. It was reported that the Assistant Managers expressed much eagerness for better performance on the part of departmental heads.
One to two years after this program, a series of follow-up and review workshops is proposed to be conducted by KMC.
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Discussion and conclusion
For effective service delivery, a sound combination of working knowledge, skills and appropriate attitudes towards customer service is essential for functionaries of all municipalities/corporations and other public utility providers. Both training and nontraining interventions can facilitate improved performance. This study has identified the following pre-requisites for training intervention to bring about attitudinal change.
1. The client authority must be convinced of the need for attitudinal change to achieve organizational excellence.
2. The authority must identification the right group of staff, the right training needs and the right institute to deliver the training intervention. In addition, there must be a committed senior-level coordinating officer, who will steer the whole process in a systematic manner and establish good relations with other departments and staff.
3. Committed and accountable service from the training institute is essential. There must be a dedicated staff member who can understand the training need, suggest suitable modules in a consultative way, monitor the implementation of those modules and make changes if necessary. 6. Logistics such as residential accommodation, meal service etc. must be of good quality to provide a catalytic input for training interventions to improve service delivery -learning by seeing and experiencing.
7. Periodic and appropriate follow-up action combined with complementary nontraining interventions must be in place, and post-training assessment and validation is strongly suggested for this type of program.
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